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THE RELATIONSHIP BETWEEN ORGANISATIONAL FACTORS AND 

USER SATISFACTION IN USING EMPLOYEE SELF-SERVICE SYSTEM 

Nu rui Hayati binti Abu Bakar 
This research was conducted for the purpose of identifying the relationship 
between selected organisational factors and user satisfaction in Llsing emp loyce 
self-se rvice system (ESS). The factors that have been chosen are top management 
suppOl1, user involvement and information system planning. This stud y was done 
at Universiti Malaysia Sarawak (UNIMAS), Kota Samarahan, Sarawak. Survey 
questionnaire was used as research instrument for data collection in which the 
validity and reliability of all items in the questionnaire have been tested using a 
pilot study. 91 support staffs from UNIMAS were randomly selected as a sample 
of this study. Data was analysed Llsing Statistical Package for Social Science 
(SPSS) version 17.0. The result from Pearson Correlation test showed that all 
factors namely top management support (r = 0.633, p = 0.000), use r involvement 
(r = 0.694, p = 0.000) and information system planning (r = 0.582, p = 0.000) 
have a significant relationship with user satisfaction in using the ESS. Meanwhi le, 
Multiple Regression analysis which was used to identify the dominant factor of 
this studv illustrated that user involvement is the dominant factor which contribute 
the mos; to user satisfaction (R2 = 0.538, Jl = 0.536). As for conclusion, top 
management suppor1, user involvement and information system planning are 




HUB UNGA N ANTARA FAKTOR ORGA NISASI DAN KEPUASAN PENGGUNA 

DALAM MENGGUNAKAN SISTEM LAYAN DIRI PEKERJA 

Nuru/ Hayali binli Abu Bakar 

Kajian ini lelah dUalankan dengan tujuan unluk mengenal pas Ii hubungan antara 
faktor organisasi lerpilih dengan kepuasan pengguna dalam menggunakan sistem 
layan diri pekerja (ESS). Faklor yang telah lerp ilih adalah sokongan pengurusan 
alasan, penglibalan pengguna dan perancangan siSlem maklumat. Kajian in; 
telah dUalankan di Universiti Malaysia Sarawak (UNIMAS), Kota Samarahan. 
Sarawak. Borang soal selidik telah digunakan sebagai instrumen kajian untuk 
pengumpulan data di mana kesahihan dan keba/ehpercayaan semua perkara 
dalam borang soal selidik lelah diuji menggunakan kajian rintis. 91 orang slaf 
sokongan dari UNIMA S lelah dipilih secar'a rawak sebagai sampel kajian ini. 
Data lelah dianalisis menggunakC/n Stalislical Package for Social Sciences (S1'SS) 
versi 17. O. Kepufusan daripC/da Lljian Korelasi Pearson menunjukkan semua 
/aktor iaitu sokongan pengurusan alasan (I' = 0.633, p = O. 000). penglibatan 
pengguna (r = 0.694, P = 0.000) dan pemncangan sistem maklumal (I' = 0.582, P 
= O. 000) mempunyai hubungan yang signiflkan dengan kepuasan pengguna 
dalam menggunakan ESS Semenlam itu, ujian Regressi Berganda yang 
digunakan untuk mengenal pasti fakto r dominan dalam kajian ini menunjukkan 
penglibatan pengguna adalah /aktor dominan yang paling banyak rnenyumbang 
kepada kepuasan pengguna (R2 = 0.538. jJ = 0.536). Sebaga; kesimpulan, 
sokongan pengurusan atasan, penglibalan peng:"'1.lI1a dall perancangan sistem 








During the last decades, there has been a great deal of focus on informati on systems 
(IS) , the success of their implementation as well as the possible benefits and similar 
topics. In Malaysia, there are numerous organisations implementing an information 
system called employee self-service system (ESS) to help smoothes the administrati on 
of Human Resources (HR) activities. This application allows employees to obta in 
information and process transactions on their own via the Internet, without hav ing to 
seek ass istance from the HR or the call center (MacAvoy, 2002). Consequentl y, the 
administrative tasks can be reduced and a llow empl oyees to do more strateg ic 
activities, im prove data integrity and thus promotes employee empowerment 
(Hawking and Stein , 2003). 
The ESS is acknowledged to convey lots of advantages to both organisations and 
employees. Laverick in 2003 has listed numbers of advantages of thi s IS. for 
instances, it can reduce HR expenses on time and money as the printing and 
distribution of paper form will be reduced. Plus, it a llows management to post 
consistent messages and noti ces on a regular basis, or as needed. On the other hand, 
employees can also benefit by having a quick guide to the tools and information that 
they are searching fo r. It will consequently increase their satisfaction as they can get 
the answers for their questions quicker. Apart from that, Zampetti and Adamso n 
(2001 ) have al so addressed ESS ' ability to achieve effecti ve HR management' s goa ls 
which include personal data qnality, employee empowerment, process improvements 
and integrating HR at the employee level. 
In overall, the purpose of this study is to examine the relationship between 
organi sational fac tors and user sati sfaction in using the ESS. This stud y is based on a 
research done by James Y. L. Thong (200 I) which studied on the influence of 
resource constra ints on IS implementation in Singaporean small business. Adaptin g 
from thi s study, the researcher is inte rested to investigate the intluence of 
organisati onal facto rs under time constraints; which is one of the factors studied by 
Thong, on user sati sfaction in using ESS. From the literature reviewed, the factors in 
time constraint such as top management support, user involvement and IS planning is 
believed to contri bute in increasing user satisfaction (Thong, 2001 ) in using ESS. 
Using these factors, the researcher intends to propose a stud y in a Malaysia contex t to 
determine the acceptance of ESS in a different culture. 
In thi s very first chapter, the researcher will further elaborate on the background of 
this study, statement of the problems, resea rch questi ons, ob.iectives as well as the 
hypotheses of this stud y. The signiticance in addition to limitations of this study wi II 
also be di scussed fo r future improvement. 
1.1 Background of the Study 
In general, thi s study is conducted to distingui sh the relationship between 
organisational factors and user satisfaction of us ing ESS. This study has been done on 
small businesses in Singapore by James Y. L. Thong in 200 1. However, hi s stud y is 
focusing on the IS as a whole. Studies focu sing on thi s particular system of ESS have 
not been done in Malaysia thus attracting the researcher to explore the situation in thi s 
country. 
The Human Resource Management (HRM) function has changed dramatica ll y over 
time evolving from the traditional admini strati ve function to a more strategic and 
sophisti cated human capital management Many companies have used the IS in 
implementing their HRM activities to help lower administration costs , improve 
employee communication and satisfaction, and provide real time access to 
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in fo rmation while at the same time reducing process ing time. The application of HR 
functions in the technology and IS (e-HR) consists of two e lements; one is the use of 
e lectronic media whil st the other is the active paI1icipation of employees in the 
process (Hawking, Stein & Foster, 2004) . 
One of the emerging uses of IS in HR is the empl oyee se lf-se rvice system (ESS). ESS 
is a system which delivers relevant HR informati on to staff and allows them to 
perform simple HR functions; for example applying annual leaves on-line (Laverick, 
2003). They can update rheir personal derails, app!yfor leave, view rheir pay derails 
and associared benefi rs, view internal job vacancies and book rraining and travel 
(Hawki ng & Stein, 2003 ). The practice of ESS has been widely used in various 
organisations all over the world. It is believed to benefit the organi sations in respects 
to the costs and time. Some of the world 's largest employers as Ford , Delta and Cisco 
have invested huge amounts to ensure tota l access among employees and have 
recognized the benefits of ESS as outwe ighin g (Zampetti & Adamson, 200 I). In 
Malaysia, huge companies such as Malaysia Airlines (MAS), Eastern Pacific ICT Sdn 
Bhd (EPICT), International Islamic University Malays ia (II UM) and Universiti 
Mal aysia Sarawak (UNIMAS) have been using thi s system to ass ist them in lowering 
HR activities. 
According to the research done by Thong (200 I), there a re three types of constraints 
faced by o rganisations in implementing IS as proposed in resource constraints, which 
includes financia l constraints, expeI1ise constraints as we ll as time constraints. The 
term time constra ints refer to the limited amount of time available for acti vities 
beyond the normal j ob responsibilities (Thong, 200 I). The implementation of any 
info rmati on system as ESS demands a large amount of time, espec iall y in terms of 
support from the top management, involvement of user and a strateg ic planning to 
ensure its success. These three factors shall be used as the poss i ble organisatioual 
factors that can measure the user satisfaction of using the ESS . 
The top management SUPp011 is very crucial in the implementati on of any systems in 
any organisations. The support may be in the form 0 [' informati on polic y, supervision, 
as we ll as adequate training. To develop IS applications and intfastructures thus 
suppor1ing end users during implementation, substantia l materia ls and managerial 
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resources are required (Sharma & Yelton, 2003). However, those act i vi ti es acquire a 
great commitment to time. As we know, time is very precious to the top management 
such as chief executive offi ce r (CEO), direc to rs, managers, including supervisors. 
Due to their limited time, they are not ve ry invo l ved in the IS implementation 
projects. This may lead to IS failure , whi ch means that the implementation of IS did 
not meet the obj ecti ves and the users cannot benefit from the IS. 
On the other hand , the involvement of users in the implementation process is another 
key success to its accomplishment. The potential users should be a ll owed time-off 
from their normal job responsibilities to invo lve either technically in the IS projects , 
or at least given the opportunity to give some input and ideas. By having this 
opportunity, the users will feel that the IS fits their requirements, easy to use due to 
the learning experience during the design phase, and experiences a sense of ownership 
(Barki & Hartwick, J989; Hirschheim, 1985; Robey & Farrow, 1982 as cited in 
Thong, 2001). Without effecti ve invol vement of users in all stages of planning and 
design of IS projec t, the organisation is simply storing up probl ems fo r the future. If 
problems arise in the post-implementation of the IS , they are likely to become serious 
and intractable since system changes are expensive as the design progresses and 
"hardens" (Damodaran, 1996) . 
Whereas, another important factor which contributes to IS success is a good planning 
of the IS itself. The plan should define the overall structure and archi tecture of the IS 
as well as the boundari es for individual application so that organisati onal priorities 
and necessary physical development sequence can be iden1ified (Davis, 1982) . For 
that reason, a well-planned IS acquires a grea t amount of time to ana lyse user 
requirements, analyse and design the system, plus contro lling the resources. Yet, thi s 
pbase may have been neglected since the time prov ided to implement a system is 
much limited . Therefore, more effort should be spent on IS planning to produce a vast 
final system. 
Conversely, the user satisfaction has been widely used to measure the success and 
effecti veness of any IS. Apart from user sa ti sfaction, organisational impact is a lso 
believed to influence the effecti veness of IS (Thong, Yap & Raman, 1993). However, 
the researcher is interested to focus on the user satisfac ti on to measure the success of 
4 
ESS. The organisational factors such as top management support, user invo lvement 
along with IS planning which are derived fro m the organisational factors are believed 
to contribute to user satisfaction of using the ESS. 
1.2 Problem Statement 
As stated ear/ier, the mam reason or purpose of thi s paper is to exam1l1e the 
relationship between organisational factors and user sati sfaction in lls ing ESS. 
Previous studies by numbers of researchers have been done in the fi eld of Human 
Resource Info rmation Systems (HRI S). For example, in 1998, Ball has conducted a 
survey to investigate the use of HRIS. Another research by Ngai and Wat in 2004 has 
pointed out the perceived beneflts and baniers to HRIS implementation in Singapore. 
Interestingly, the topic on ESS has not been much emphas ized. Fewer studies have 
been done to investigate the success and effectiveness in tbe implementation of ESS 
thus attrac ting the researcher to propose a stud y focusing on this beneflc ial IS. 
Bes ides, even thougb there has been few researcbes done on the topic of ESS recently 
(e.g. , Konradt, Chri stopherson & Ute, 2006; and Hawking, Stein & Foster, 2004), 
none of tbem has studied on the effects of organisational factors in ESS 
implementation. Thong in 200 1 has studied on time constraint factors along with 
other factors to discover their influences on IS in general, but not focusi ng on ESS. 
Using organisationa l facto rs as a construct, the researcher is determined to further his 
study on the issue of ESS implementation. 
Moreover, the success and effectiveness of the implementation of this particular IS in 
Malaysia has not been studied. The variables sucb as top management support, usc r 
invo lvement and information systems planning may be prac ti ced differently in thi s 
South-East Asian country thus may result in different findings. Apprehending from 
that, the researcher is interested to fwd out the success and effecti veness of ESS 
implementation in Ma laysia perspective. 
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1.3 Research Obj ectives 
Generall y, thi s research arms to determi ne the relationship between organisati onal 
factors, which include top management support, user involvement and IS planning, 
with user satisfaction of us ing ESS. 
Specificall y, the objectives of thi s study are as follow: 
I. To determine the re lationship between top management support and user 
satisfaction of using ESS 
II. To determine the relationship between user involvement and user sati sfacti on 
of using ESS 
111. To determine the relationship between IS planning and user satisfaction of 
using ESS 
I V. To determine the dominant factor among top management support , use r 
involvement and IS pl anning which related the most with user satisfaction of 
using ESS 
1.4 Conceptual Framework 
Figure 1.1 shows that the independent variables in this research are the organisati onal 
factors, which are top management support, user in volvement and information sys tem 
planning. Whereas, the dependent variable of thi s research is user satisfaction in using 
the ESS. This framework will be used to deve lop research hypotheses. 
Independent Variables 	 Dependent Variables 
Organisational Factors: 
~ 	 Top Management 

Support 
 . [ u.s. ras.a~ s..c__o__l__~~.... e. ti. fa t i l )
l> 	 User Invol vement I » IS Planning 
(Adapted from Thong, 200 1) 
Figure 1.1: Conceptual Framework 
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1.S Research Hypotheses 
To determine the rel ationship between organisational factors and use r satisfaction o f 
using ES S, the following hypotheses will be tested: 
HAl: There is a significant re lationship between top management support and user 
sati sfaction of using ESS (Thong, 200 1; Cerveny and Sanders, 1986; Ginzberg, 
1975) 
HAl : There 1S a sign ificant relationship between user invo lvemen t and user 

sati sfaction of using ESS (Baroudi, Olson and lves, 1986; Swanson, 1974) 

H Al: T here is a significant re lati o nship between information system planning and use r 

satisfaction of using ESS (Montazemi, 1988; McKiney and Co., 1968) 
H A4 : There is a dominant factor among of top management suppoli, user involvement 
and IS planning which related the most with user satisfact ion of using ESS 
1.6 Definition of Terms 
1.6,} Employee Self Se",ice 
Conceptua l: Involves the use of interact ive techno logy by employees and manage rs 
to obtain information, cond uct transactions, and essentially "shortcut" processes that 
previously required multiple steps, paperwork, the involvement ofHR staffers, and all 
the delays such processes are heir to (Zampetti and Adamson, 200 I). 
Operationa l: An applicatio n or software tool used by UNIMAS to give employees 
the info rmation they need about their own deta ils such as their benefit s and leave 
balance, wi thout having to contact Human Resources Department. 
1.6.2 Top Management Support 
Conceptual: Manager's suppo11 in th e form of managerial guidance in planning, 
design, development and implementation ac tivities (Bruwer, 1984 & Doll, 1985 , as 
cited in Thong, Yap & Raman. 1993). 
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Operational: Support in terms of monetary aids, supervision and adequate training 
in addition to participat ion from the managers and CEOs of UN IMAS wi th potential 
use rs in the design and implementation of ESS to mainta in its quality. 
\.6.3 User Involvement 
Conceptual: As c ited in Baroudi , Olson & Ives, 1986, user invo lvement refers to 
providing users with feedback from quest ionnaires (Bostrom & Heinen, 1977), 
ass igning use rs to the design team (Kling, 1977) and employing fo rmal user li aisons 
(Lucas, 1974). 
Operational: Involving the potential use r; that is the employees, in the process of 
designi ng and implementing the ESS in UNIMAS by allowing them time-off from 
their normal responsibi lities to contribute in terms of skill and ideas. 
\.6.4 IS Planning 
Conceptual: Process of pl3l1l1ing which brings together the business a lms of an 
organization, an understand ing of the information needed to support those aims, and 
the implementation of information communication technology to prov ide that 
information (Wilson, \ 989, as c ited in Mohammad Rud y Salahuddin & Alexander 
Rush, 2005) 
Operational: A strategic plan for development of ESS in UNTMAS in terms of 
analysis of use r requirements, analysis and design of the ESS, and controls of 
resources. 
\.6.5 User Satisfaction 
Conceptual: The extent to which users believe the information system meets their 
information requirements (Ives, Ol son & Baroudi , \ 983, as cited in Thong, 200 1). 
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Operational: The fee ling of willing and perceived acceptability of ESS among 
UNIMAS employees in using the system as a result to the system meets their needs 
and expectation. 
1.7 Importance / Significance of the Study 
1. 7.1 To the HR Practitioners 
This research has a major significance to the practitioners, theories as we ll as to the 
robustness of research methodology in order to investigate lhe impl ementation of 
employee self-service. HR practitioners such as HR executives, managers and 
employers may identify lhe possible factors in implementing empl oyee se lf-service 
system in the orga nisation. The most indeed organisational factors that can influence 
user sati sfaction are including the support from the top manager in the company, 
involving user o r employee in the implementation process, in addition to a well­
planned IS. The organisations should direct their efforts at lowering these types of 
barriers. Acting upon these constrictions shall result a success impl ementation of 
information systems, mostly employee self-service system. 
1.7.2 To the Theories 
Apart from that, this paper is al so important to the theories of IS. The theory of 
Resource-Based and Herzberg' s Two-Factor theory used in this study are useful to 
ground future research on IS implementation in any businesses. 
1.7.3 To the Research Methodology 
Nevertheless, thi s study may also contribute to the robustness of methodology in a 
research. Since there is a lack of research on IS done in the Malaysia context, th is 
research may provide a great approach in study ing the success of any IS in Malays ia 
perspective. The factors used in this research are believed to be the utmos t and 
common problem in im plementing an effective IS and may be applicable to small 
businesses or enterprises on top of large organisati ons. Hence, the methodology used 
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in this study can be a good guideline for other researches in Malaysia that will be 
done regarding the IS implementation issue. 
1.8 Limitations of the Study 
There are several limitations in thi s stud y that suggest future research opportunities. 
Firstl y, thi s stud y only focuses on three variables of organisational factors. [n point of 
fact, tbere are other organisational factors which can be used to study on the IS. For 
examples, organ isat ional culture , user attitudes , size of the organisation, and so on and 
so forth (Kamarulbara ini Keliwon, Aini Amall & Azmi Harun, 2002). Besides, there 
is also another construct that can be used to measure the success of any IS apart from 
the user sati sfaction, for example organisational impact (Thong, Yap & Raman. 
1993). 
On the other hand, thi s research is only focuses on the non-academic employees of a 
higher education institute in Malays ia , which is Uni vers iti Malaysia Sarawak 
(UNIMAS). The results may be different between the academic staff and non­
academic staff. Plus, the focus of this stud y might not be appropriate for certain 
organisati on that have different working environment, especially in the private sector. 
Thus, th e findings of this study might not be applicable to other organisation where 
the nature of business is different. 
Finally, future researches should take into account the context of Malaysia, a newly 
developed Asian country in making generali zation from the research sample. Even 
though the findin gs may not be universall y true, but they are likel y to be applicable to 
IS implementation success in other relevant organisations with similar cultural 
context. 
1.9 Discussion 
This chapter has outlined the important aspects that need to be considered before 
conducting this research. Elements such as research objecti ves, statement of problems 
as well as conceptual framework are crucial in ass isting the researcher to have clear 
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guide lines and directions. These will also prevent the researcher from being d istracted 
while executing thi s study and thus minimizing e rrors. 
1.10 Conclusion 
Thi s chapter has generall y introduced the topic of thi s paper as well as the e lements to 
be studied. Furthermore, the vari ab les such as top management support, use r 
invo lvement, IS p lanning, and not excl uding user sati sfacti on have been illustrated 
clearl y. The fo llowing chapter will elaborate on the previous stud y done regarding 








This chapter consist mainly the work of other researchers which the researcher has 
come across throughout the process of conducting this study. Elements such as 
employee se lf-service, top management sUPP011, user involvement, information 
systems planning and user satisfaction will be further elaborated in this chapter. 
2.1 Human Resource Management (HRM) 
Human Resource Management (HRM) can be defined as the utilization of individual s 
to achieve organisational objectives (Mondy, Noe & Premeaux, 2002). An effective 
HRM consists of five functional areas including staffing, human resource 
development, compensation and benefits, safe ty and health, as well as employee and 
labor relati ons. These funct ional areas are important as the key of organisation 
success. 
The emergence of technology has brought a great impact to HRM. Today, firms are 
putting more emphas is on recruiting indi viduals with an enormous knowledge and 
ability in computers and information systems. In fact, the use of technology in 
managing human resource has also becomes a trend. For example, organisations have 
increasingly introduced electronic HRM (e-HRM). A study by Lepak and Snell in 
1998 revealed that there is a sound of belief that e-HRM should facilitate by 
12 
